
5 

TABLE OF CONTENT 

 

COVER PAGE...............................................................................................  i 

STATEMENT ...............................................................................................  ii 

PREFACE ....................................................................................................  iii 

TABLE OF CONTENTS .............................................................................  v 

LIST OF TABLES……….............................................................................  viii 

LIST OF FIGURES………...........................................................................  ix 

LIST OF APPENDIX……............................................................................ x 

ABSTRACT ...................................................................................................  xi 

INTISARI.......................................................................................................  xii 

 

CHAPTER I INTRODUCTION 

1.1. Problem 

Background……………………………………………………. 1 

1.2. Problem Formulation 

…………………………………………………. 4 

1.3. Research 

Questions…………………………………………………… 4 

1.4. Research 

Purposes………………….…………………………………. 5 

1.5. Research 

Benefits………………………………………………………. 5 

AN ANALYSIS OF HIGH SCHOOL IMAGE AND SERVICE QUALITY AS THE INFLUENCING FACTORS
OF STUDENT
SATISF'ACTION AND LOYALTY IN KESATUAN BANGSA BILINGUAL BOARDING SCHOOL
YOGYAKARTA
YEREZHEPKYZY, GULNUR, Bayu Aji Aritejo, S.E., M.M., M.Si; Suci Paramitasari Sahlani, MM.,Dr;Basu Swastha Dharmmesta, Prof. Dr
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/



6 

1.6. Scope of the 

Research…………………………………………………. 5 

 

CHAPTER II LITERATURE REVIEWS 

1. Marketing Services……………………………………………………..

 7 

2. Brand Images……………………………………………………….…..

 17 

3. Customer Loyalty…………………………………………………….. 19 

4. Customer Satisfaction…………………………………………………..

 21 

5. Strategy to Increase Customer Satisfaction………………………….... 26 

6. Relevant Research………………………………………………………

 30 

7. Research Model……………………………………………………….. 36 

8. Hypothesis………………………………………………………….......

 36 

 

CHAPTER III RESEARCH METHODS 

1. Research Design………………………………………………………. 38 

2. Variable and Definition of Operational……………….…………………

 39 

3. Population and Sample…………….…………………………………. 40 

AN ANALYSIS OF HIGH SCHOOL IMAGE AND SERVICE QUALITY AS THE INFLUENCING FACTORS
OF STUDENT
SATISF'ACTION AND LOYALTY IN KESATUAN BANGSA BILINGUAL BOARDING SCHOOL
YOGYAKARTA
YEREZHEPKYZY, GULNUR, Bayu Aji Aritejo, S.E., M.M., M.Si; Suci Paramitasari Sahlani, MM.,Dr;Basu Swastha Dharmmesta, Prof. Dr
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/



7 

4.  Research Instrument…………………………………………………. 41 

5.  Method of Data Collection…………………………………………. 42 

6.  Data Analysis Methods………………………………………………. 42 

 

CHAPTER IV DATA ANALYSIS AND DISCUSSIONS 

1. Validity Test using a Large Sample …………………………………. 55  

2. Reliability Test………………………………………….……………. 58 

3. Descriptive Analysis…………………………………………………. 59 

4.  Multiple Regression Analysis…………………………….…………. 61 

5. Discussion……………………………………….……………………. 72 

 

 

CHAPTER V CONCLUSION AND SUGGESTIONS 

1. Conclusions…………………………………………………………….

 74 

2. Suggestions……………………………………………………………. 75 

3. Limitations of the research……………………………………………. 75 

 

BIBLIOGRAPHY…………………………….……………………………. 77 

APPENDIX…………………………….………………………….……….. 82 

 

 

 

 

AN ANALYSIS OF HIGH SCHOOL IMAGE AND SERVICE QUALITY AS THE INFLUENCING FACTORS
OF STUDENT
SATISF'ACTION AND LOYALTY IN KESATUAN BANGSA BILINGUAL BOARDING SCHOOL
YOGYAKARTA
YEREZHEPKYZY, GULNUR, Bayu Aji Aritejo, S.E., M.M., M.Si; Suci Paramitasari Sahlani, MM.,Dr;Basu Swastha Dharmmesta, Prof. Dr
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/



8 

 

 

 

 

 

 

 

 

 

 

 

 

 

LIST OF TABLES 

Table 3.1. KMO and Bartlett's Test of Small Sample……………………… 44 

Table 3.2. Factor Loading of Item from Rotated Component Matrix before 

deletion for Small Sample……………………………………… 45 

Table 3.3. Factor Loading of Item From Rotated Component Matrix after deletion 

for Small Sample………………………………………….…… 47 

Table 3.4. Summary of reliability test result of Small Sample…………… 50 

Table 4.1 KMO and Bartlett’s Test of a Large Sample…………………… 56 

Table 4.2.Factor Loading of Item from Rotated Component Matrix ……… 56 

Table 4.3.  Summary of Reliability Test Using Large Sample…………….. 59 

AN ANALYSIS OF HIGH SCHOOL IMAGE AND SERVICE QUALITY AS THE INFLUENCING FACTORS
OF STUDENT
SATISF'ACTION AND LOYALTY IN KESATUAN BANGSA BILINGUAL BOARDING SCHOOL
YOGYAKARTA
YEREZHEPKYZY, GULNUR, Bayu Aji Aritejo, S.E., M.M., M.Si; Suci Paramitasari Sahlani, MM.,Dr;Basu Swastha Dharmmesta, Prof. Dr
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/



9 

Table 4.1 KMO and Bartlett’s Test of a Large Sample…………………… 56 

Table 4.4. Respondents Characteristic Based on Education Level………… 59 

Tabel 4.5.Respondents Characteristic Based on Gender…………………… 60 

Tabel 4.6.Respondents Characteristic Based on Age………..…………… 60 

Table 4.7.Multicollinearity test Result……..……………………………… 61 

Table 4.8. One-Sample Kolmogorov-Smirnov Normality test Result……. 64 

Tabel 4.9.Multiple regression result of first equation………..…………… 65 

Table 4.10.Multiple regression result of second equation………..………… 68 

Table 4.11. Determination Coefficient (R2) Regression Result…………… 70 

Table 4.12.F test Regression Result ……………………………………… 71 

 

 

 

LIST OF FIGURES 

Figure 2.1 Scheme of Customer Satisfaction……………………………… 22 

Figure 2.2 Research Model…………………………………….…………. 36 

Figure 4.1. Scatter plot of First Equation Heteroscedasticity Test……… 62 

Figure 4.2. Scatter plot of Second Equation Heteroscedasticity Test……… 63 

 

 

 

 

 

AN ANALYSIS OF HIGH SCHOOL IMAGE AND SERVICE QUALITY AS THE INFLUENCING FACTORS
OF STUDENT
SATISF'ACTION AND LOYALTY IN KESATUAN BANGSA BILINGUAL BOARDING SCHOOL
YOGYAKARTA
YEREZHEPKYZY, GULNUR, Bayu Aji Aritejo, S.E., M.M., M.Si; Suci Paramitasari Sahlani, MM.,Dr;Basu Swastha Dharmmesta, Prof. Dr
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/



10 

 

 

 

 

 

 

 

 

 

 

 

 

 

LIST OF APPENDIX 

APPENDIX 1: Try Out Questionnaire…………………………………….. 82 

APPENDIX2: Tryout Data……………,,,,,,,,,,,,,,,……………………….... 87 

APPENDIX3: Validity And Reliability Analysis Of Try Out Data………. 89 

APPENDIX 4: Research Questionnaire…………………………….…….. 103 

APPENDIX 5: Research Data……………………..……………….….….. 107 

APPENDIX 6: Validity And Reliability Analysis Of Research Data……… 112 

APPENDIX 7: Descriptive Statistic……………………………………….. 119 

APPENDIX 8: Regression Analysis…….………………………………….. 120 

AN ANALYSIS OF HIGH SCHOOL IMAGE AND SERVICE QUALITY AS THE INFLUENCING FACTORS
OF STUDENT
SATISF'ACTION AND LOYALTY IN KESATUAN BANGSA BILINGUAL BOARDING SCHOOL
YOGYAKARTA
YEREZHEPKYZY, GULNUR, Bayu Aji Aritejo, S.E., M.M., M.Si; Suci Paramitasari Sahlani, MM.,Dr;Basu Swastha Dharmmesta, Prof. Dr
Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/




